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The story so far...

I help organizations solve challenging business
problems by delighting their users with
meaningful, top-quality solutions across web,
native apps, and service-based platforms.

For the past 10+ years, I've built, mentored, and
worked with multi-disciplinary teams (large and
small) to delight users, deliver targeted business
outcomes, and promote, embed, and nurture a
culture of digital craftsmanship to and foster
deliberate, strategic innovation in the following
industries:

Life Sciences & Healthcare

* Education & School Administration.
Legal & Intellectual Property Services.
Creative Agency Services.

+ Consumer Goods.
* Hospitality Services.
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It is without reservation that | recommend David Service for a role

I'm proud to say that | personally recruited and hired David for my with your organization

team and that it was one of the best hiring decisions I've ever made.

David worked collaboratively with our technical team, subject matter
experts, and stakeholders to arrive at shared goals for project design
and development, while he also worked diligently to create an
inclusive atmosphere between all project team members.

David's natural intellect, combined with an impeccable work ethic
enabled him to quickly become a high performer, trusted and
respected by both those within and outside of the UX team.

Merrill Zavod, PhD

Director of UX, AstraZeneca Jenna Pingitore

Director of Operations, Independent School Management

Less-experienced UX researchers and designers struggle with
constraints...or they accept all constraints presented to them, without
providing "healthy challenge" / validating constraints for themselves.

David's work was vital for setting the foundation for the overhaul of
our flagship product.

David is equally comfortable communicating at both executive
meetings as well as with software development teams. This made
David a valuable team member and a pleasure to work with.

David doesn't suffer from either extreme. He's a brilliant UX Leader,
validating needs and constraints for himself, and carving a path
through them to great product design.

Charles Rowe

Senior Technology Architect, Independent School Management Tristram Smith

Transformation Programme Chief (Analytics), AstraZeneca

Working with David in his role as a UX Designer on our Global UX
team has been an absolute pleasure. His exceptional design skills
and problem-solving abilities consistently impress me.

David is an outstanding professional and always dives deeply in the
projects he gets involved with.

He has a great talent not just for UX but on how to integrateitin a
strategic way into business. He's definitely an asset to anyone
looking for great user experience.

In a rapidly evolving technological landscape, David's expertise is
both broad and deep, allowing him to identify the most appropriate
tools and approach for each project.

André Martins
Product Manager & UX Consultant, Springboard

Katherine Wahl
Senior Digital Accessibility Specialist, AstraZeneca

Please Note: Additional recommendations are available upon request, or you can browse them all at https://www.linkedin.com/in/david-service/
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My Process

Business Agility via UX Strateqy:
Think Big, Start Small, Scale Smartly

Business agility is a critical capacity for any
organization; it is the ability to read market
realities, adapt to them smoothly, and use that
advantage to achieve market success in spite of
ever-increasing competition and complexity.

| help businesses and organizations achieve this
agility through the timely and judicious
application of UX Strateqy; this enables an
organization to deliver value to their users in a
way that accounts for market realities,
minimizes the risk of unanticipated
complications, and increases the likelihood of
market adoption.

Through this singular ability to provide user-
centered value in a business-literate way, the
organizations | have worked with have been
able to achieve order-of-magnitude results
against stiff competition and challenging
markets.

Industry “Vertical”

¢ Holistic Problem Space.

* Reciprocal Value between Stages (Users & Org.).
* Industry/Sector-Based Requirements.

Ecosystem
efficiencies,
industry
partnerships,
& additional
solution
opportunities.

Market “Horizontal”

* Specific Problem Space.
* Reciprocal Value between Users & Org.
* User-Based Requirements.

Immediate problem-solving,
specific market value,
& market adoption.

Business Constraints & UX Implementation Strateqy

UX Strategy - Name (Approach)

.

Research Collaboration Validation

Quality @ £ &

Planning Design

‘ Refinement
\
\\

"Project”
Focus

Project Timeline

UX Strategy - Lean (Iterative Whole Product)

Release 1
Release 2

"Project”
Focus

Budget |

Project Timeline

Our Goals: - Initial Research Kick-Off. e Iterative UVP. < Quality -based “Market Segment” Approach.

Thinking Big with Horizontals & Verticals - In these steps,
our UX Research takes both the immediate user needs (i.e. to
create immediate value) and the broader industry/sector
implications (i.e. for larger efficiencies/synergies) into account.

Starting Small & Scaling Smartly - Competitive realities and business
constraints are a fact of life, so UX Activities need to be flexibly used in a
strategic way that takes those realities into account, so viable solutions can
be delivered in a feasible manner.
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Client: AstraZeneca (1/7)

Project Scope: Digital Healthcare Innovation
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About the Project:
May 202 - July 2024

A global innovator across research & development, therapy
leadership, and healthcare delivery, AstraZeneca has
positioned itself to create and leverage emerging trends in
the healthcare space.

To take advantage of this unprecedented opportunity, the
company needed to move into new areas of software,
product, and experience design with an industry-leading
internal UX Design capability.

My Role:

| was initially recruited by the Director of UX in North
America to help his team as a Senior UX Strategist & Product
Designer, and after several successful projects within the
first year, | was promoted to Senior UX Team Lead in charge
of pursuing, pitching, and executing on new projects.

| had the pleasure of working with professionals from
around the globe to advance UX advocacy, eduction, and
deliver essential projects on-time and on-budget, while
helping to expand and develop the internal UX team's
capabilities.

Results:

* A.l./Machine-Learning integration into next-gen
cancer diagnosis tool; reduced diagnosis time from 3-4
days (manual-only) to 5-6 hours (first-pass A.l. with
manual oversight).

* Led UX team to design and build a new “smart” drug

quality-control system; reactive and predictive
functionality saved more than $1 million/month across
North America, with international rollout scheduled.

¢ Design team lead for C-Suite dashboard tools;

amalgamation of critical data from across the company
into easy-to-use, powerful tools for strategic planning.
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Client: AstraZeneca (2/1)

Project Scope: Digital Healthcare Innovation

Research & Strategy

In @ massive organization tackling many
different initiatives, my initial projects focused
on sharing potential product design
approaches (i.e. UX strategies) with product
teams.

By introducing the constituent elements of
successful UX Design initiatives, and how we
could use them in different combinations to
achieve specific strategic approaches, the
teams could move forward confidently no
matter the business realities they faced or the
potential limitations those realities
introduced.

From formal research efforts to simple chats
with stakeholders, strategies for feasible
product development were agreed upon and
used to deliver on pressing business needs.

Deliverables Included:

* Experience Maps.
* Story Maps
Personas & Project Requirements.

» Educational Resources & Collaborative
Infosessions.

Process

Pain-Paints &
Frustrations

Opportunities

Production Process Setup & Updating

PersonaName  Persona Name

Persona Neme

Production Monitoring &
Continuous Improvements

PersonaName  Persona Name

Persona Name

Investigation & Analysis

porsonakame  parsonaName  erson Name
e & 5 P o (- o . . o L o . . .
Enter setup data to Determine Setmonitoring Update model against  Update setup data Viewing on-going 8 P Project Examine Drilldown into data&  Co-ordinate between
enable systemto  appropriate model  tolerances. observed dataand  toinclude new production processes _alerting the & severity of confidence of on- potential changes & developing trend, parameters to manipulate (ie. roles to establish

consolidateinfo  for measuring this

into central process.
system,

+ Variances produced
by data model are
sometimes not
actually a legitimate
issue with
production quality;
lots of back-and-
forth to determine
this at considerzble
time cost.

- Data models can

only be produced
and examined in
Simla; currently no
way for CPV users to
examine, select, or
update a model

+ Ability to assign relationships between
production parameters as batch processes are
better understood over time (i.e, which
variables are more significant to observed

variances).

results,

vendor codes (ie.
for ingredients,
process inputs,
etc).

to monitor for necessary
variances (both personnel to
aberrant & steady).  observed issue.

recorded going & future
variance(s)(ie.null  batches to determine
data, statistical production timelines.
variance,

developing issue).

improvements to
production process.

- Datals always somewhat old;
this means any investigation o
analysis is reactive, and subject
0 already incurred loss.

+ Known events that are not
statistically relevant (..
planned machine stoppages,
known issues, spin up/down
instances, etc) are not identified
or accounted for by the CPV
system; triggers unnecessary
investigations.

- No predictive capability or
modeling to initially test
potential improvements; time
investment for such
improvements becomes
prohibitive in terms of work and
production line changes.

- Include the ability to recognize
and eliminate commonly
experienced, non-statistically
relevant issues that trigger
unneeded investigations

« Include the ability to have on-
going predictive analyti
constantly updated "process

production batches.

+ Inclusion of bad data can cause
a considerable amount of *false
alarms" in the statistical control
 leads to unneeded
investigations at considerable
time cost.

+ Current univariate capability of
CPV makes more detailed
Investigations difficult & manual
labour intensive; considerable
time cost to conduct
investigations, with data
quality/availability always being
a challenge.

- Include constantly updated
metrics for production line
performance; provide the
abilty to drill-down into this
data for deeper examinations

and report generation

establish initial
nature of the

and determine
the nature of the

problem. issue (i.e. mono
vs. multi
variable).
+ Inclusion of bad data

requires a considerable
amount of manual
“fitering" and data
manipulation to be needed;
leads to a massive time
cost.

remove extraneous
data/known aberant
events) to look for
more fundamental
insights; produce
analysis of findings &
appropriate
recommendations for
remediation and/or
process improvement.

+ Univariate data is easy to

pull, but requires a lot of
specialist manipulation to
be useful for causal
analysis.

+ Longer-term data i difficult

- Lots of reasons for
continuously delivered data
to break with no indication
of nature of break;
considerable time
commitment to fix, with
intensive manual labour
needed in the meantime.

- Include the ability to have on.

going predictive analytics (i
constantly updated "process
health”) to assess
current/future risk to
production batches.

to access & formatted
differently across available
sources (i. Discoverant &
Pl Vision), increased time
on task with added
complexity (up to 80%).

consensus for
investigation &
potential solutions.

Report Generation

ParsonaName  Parsona Name

| ® ®
Determine & configure  Retrieve &filter  Interpret data & Output re
study/investigation plan. the necessary produce assets to sharing af
data. highlight insights (i.e. ‘multiple:
oot
etc) with etc).

+ Reports are static and non-
Interactive; restricts how
much a receiving user can
actually understand in the
context of the overall
findings (i.e. can't drill
down).

- Provide interactive reports can

cater to both basic and more
advanced user tasks (.. drill
down, system predictions,
possible causal relationships,
etc).

- Some data is stillin paper

batch records; this costs
additional time to find,
import, and manipulate for
any worthwhile insights.

+ Provide capabilties to export

reports in commonly used
media (i.e. PDF, PowerPoint,
video, etc.).

Experience Mapping - For more complex projects that included multiple user-roles and touchpoints, broader Experience Maps were
used to highlight the strengths, weaknesses, and potential opportunities within a problem space.
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Client: AstraZeneca (3/7) Project Scope: Digital Healthcare Innovation

= m=
= = =R E Tem— = Research & Discovery
= @ Activities
(“I have a product that | want to make better, . gy
and | want to understand how | can do that’) /_/_//' = i
Vi(Core Automation MVP) | ) o i
“Proof of Concept” @ ,./"//. = T~
KPls Understand
Solution/ & Tasks
LIS 3 Performance &
Metrics Pain Points
Concrete -
V2 (User-Centric Features)
“Mass Market Product”
V3 (User-Centric Optimizations) =
“Full Spectrum Product”
User-Story Mapping - To understand and account for requirements in a complex project, detailed Story Maps Education & Collaboration - As UX Strategy was a new concept to most project
were collaboratively created by the UX Team and verified with stakeholders; this created clear priorities for teams at AstraZeneca, collaborative education sessions were created and
design and development, and fostered project planning, co-operation, and interdisciplinary accountability. leveraged to foster process improvement across the entire organization.
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Client: AstraZeneca (4/7) Project Scope: Digital Healthcare Innovation

Collaboratlve DeS|gn & UX UX Design Process Mute (Ctrl+Shift+M)
Team Leadership

As any initial research and planning efforts
were nearing completion, | would facilitate
discussions between involved UX Team
members and members of the project team
so that we could begin enacting our desired
approach.

Requirements were reviewed, quickly
sketched out, and pressure-tested against the
technologies they would be built with, which
enabled us to leverage all of the expertise
within the broader project team.

By using as open and collaborative a process
as possible, potential challenges, changes,
and complications could be swiftly
addressed, ensuring that we could deliver on
project goals within established timelines and
resources.

b

Federico Lopez (Extern...

UX Recruitment & Skills Development - As demand for the UX Team's involvement grew, | was tasked with helping to recruit
* High-Fidelity Prototypes. new team members; once new teammates were brought on board, they were included in a broad array of activities to bolster
their skillsets and gain valuable experience.

I

Deliverables Included: < soenaSeite

* UX Team Recruitment & Skills
Development.

* User-Flows & Initial Concept Sketches.
* Detailed Product Mockups.
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Client: AstraZeneca (5/7) Project Scope: Digital Healthcare Innovation
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User-Flows & Concept Sketches - As a first pass at individual screen layouts, these allowed for rapid refinement of requirements through broader project team input and feedback;
this provided initial "stress testing" of a product quickly, inexpensively, and with broad team buy-in.
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Client: AstraZeneca (6/7) Project Scope: Digital Healthcare Innovation

% Operations . ;i 1 AstraZeneca Commercial Business Reporting

Performance Reporting, Q4 2022: Calquence, CLL (US) i -
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Product Mockups - After initial concept sketches were pressure High-Fidelity Prototypes - To ensure that users were getting the best experience possible,

tested, refined mockups were created; these could be used directly high-fidelity prototypes were exhaustively tested, demonstrated, and refined with that audience.
for development work, or further refined into prototypes for
additional usability-testing.

10
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Client: AstraZeneca (7/7)

Project Scope: Digital Healthcare Innovation

Testing & Validation

Wherever possible, our UX prototypes were
stress-tested with users in order to validate
and refine our work.

Ranging from formal efforts to hallway
“guerilla-style” testing, this essential function
was introduced across several product teams
to ensure top-quality results.

Non-UX team members from each project
were encouraged to join, observe, and
participate in these efforts. By including as
many teammates as possible, more usability-
testing could be completed in a shorter time,
ensuring the best results possible with limited
resources.

Deliverables Included:

* Collaborative Process Improvements.

* Product Refinement Requirements &
Prioritization.

|e Name

e Columns

lem Messages & Feedback
ge QC

cations of Interactivity
ontext Help

den Functionality

lorting Image Folders

lem Progress Indications

nmunication & Notifications
ss-Project Image Annotations
dy Synchronization

ladata Manipulation

lect Layouts

orting Study Documentation

on Hierarchy
em & Keyboard Shortcuts

e Information Presentation

Heuristic Analysis: Usability Inventory & Resource Requirements

&

Freedom

©)

Consistency

@5

Mapping

R

Flexibility

,

Recognition Error Recovery Error Prevention Visibility

et

FRuMrst (3 aacrroaiens T

—— - ——

FluMist Order Form

To verify your eligibility and place your
order for FluMist, please complete the
form below for each family member you
would like to include.

. . Part 1: Eligibility
o
: o Who is this order for?
i ® ® ® Myself H
[ ] o
g [ J Please enter this person’s age in years.
° o o 12
® o o
] [ ] o Has this person ever received a flu
® ® vaccine in the past?
o [ ] [ ] 5 ~ eYes (No
Y Y Y Y Has this person ever had a life-
@ ® threatening reaction to the flu vaccine?
Want to know what a life-threatening
. . reaction isf
Functionality-Focused ( )Yes (@)No

(Development Resources)

Heuristic Analysis - For existing products that needed optimization, a detailed
Heuristic Analysis was used to prioritize efforts and the resources they would require.

Usability-Testing - Being able to clearly
demonstrate how a digital product
would work was often crucial for
encouraging stakeholder confidence,
and subsequently securing funding for
further project development.

1
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Client: Lexis Nexis [P (1/7)

: Selected Case Studies

Project Scope: UX Redesign Strategy & Product Optimization

(PS/TP1) Folders & Tags

P Ve, e L eheage Tabkl \sar-Flow: Saving & Opening PRtant/Family Colagtions

User-Flow: Saving & Opening
Patent/Family Collections

Organize Modal - Option #2

"Organize" Modal, File Display "Organize" Modal, File Tree (Option  4mt

"Organize" Modal, Right-Click

"Organize” Modal, Expand Existing

(Grouped Rows Table), Rough Ske... (Refined Sketch) #2) Option
About the Project: My Role: Results:

April 2021 - May 2022

One of the earliest pioneers of information database
services, LexisNexis is one of the world's leading providers
of legal, regulatory, and business analytics for a massive
array of top-tier clients that shape the global economy.

Having recently acquired several new and diverse
intellectual property software products, LexisNexis was
faced with integrating these together into a comprehensive
suite that was consistent and easy-to-use without disrupting
the current user experience for thousands of clients.

| was brought in to help a newly formed design team update
the LNIP's patent analytics software library, and introduce
broader UX practices to an organization that was used to a
more traditional software development approach.

Working with product teams, subject-matter experts, and
users from around the world (North America, Europe, Asia), |
successfully led the design effort to integrate the patent
analytics products into the broader LexisNexis portfolio,
include additional features, and optimize it for introduction
to new international markets.

* UX Research framework & accessibility/localization

plan; consolidated/expanded existing deliverables to co-
ordinate Product teams’ efforts, and lead accessibility/
localization efforts for market expansion.

* Redesign of flagship IP software; updated/expanded

PatentSight software, enabling adoption by the USPTO.

e Comprehensive Style Guide & Design System;

optimized design patterns were expanded into all IP
products.
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Research & Strategy
THE CHASM

The first thing that the UX team had to do was
understand the current state of the LexisNexis
library of IP products, what position they
occupied in the marketplace, and how we
could move them forward.

By gathering together and synthesizing
previous deliverables, subject-matter expert
interviews, and current market metrics, the
UX team formed a strategy to optimize and
consolidate a varied library of software
applications into a single coherent product
family.

Our research findings were concentrated into
an easy-to-access database for several
product teams to access, delivered in newly
standardized formats, and regularly shared
with stakeholders to promote buy-in for UX
activities.

Deliverables Included:

+ UX “Optimization” Strategic Plan.
* Information Architecture & Product-Flows.
» Consolidated UX Research Database.

Early Market

Minimum
Feature Set
(Generative)

Innovators Early Adopters
2.5% 13.5%

Mainstream Market

Whole Product
Solution
Focus
(Generative/
Optimizational)
Ease-of-Use
Focus
(Optimizational)

Early Majority Late Majority Laggards
34% 34% 16%

People Who Want Newest Things

People Who Want Complete Solutions and Convenience

Generative UX Strategy
(Waterfall, Lean, Hybrid)

UX Optimization Strategy - To streamline and standardize the LNIP product family for an existing base of users, the UX team
researched where each product was in terms of its life cycle, and what feedback/metrics were available for synthesis; armed
with this information from customers, stakeholders, and subject-matter experts, we formulated an “optimization” strategy to

Optimizational UX Strategy

(Ul Redesign, UX Analyltics, Multi-Variate

Testing, Feature Expansion)

address these issues holistically.

A

Generative UX Strategy

@

ST CE

Y

L7

SHE/ELO7

L

A

R

V4

SIIPLELY

ABeyens XN [euoneziwido
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Client: Lexis Nexis (3/7)

Project Scope: UX Redesign Strategy & Product Optimization

Product-Flow: Existing "Custom Analysis” Report (0A)

Restore Session
Load Updated Data
www, . "
Yes Service Unavailable
PatentSight Cancel
.
Marketing Site :
g Does the user \y/
to e
Yes proceed with
START 0A-1 NOTE: Any user-based layout Cancel the overwrite? No Permissions
previously selected is
automatically applied to new Apply Modify What
Login Page “Resuts List” widget(s) NoY' Changes? /Write permissions
0A-12 0A-15 Change Layout/ s the user free of doesthe
— Load Embedded read” permissions (i.e user have?
“Edit Table “Edit kPl “Edit Family ve  greater permissions or 0A-17 N
et g vimbe) iowercand LayoutAs”  new workbook)? 01 Workbook Continue to:
0A-2 Modal Ka What does Save | No(*SaveAs” » m Sub-Flow
= Jser Lavout” Disabled) /" \Yes o vierd 0A[2]
. T want to do? Button Selected Modal
Main Menu [=) Same as existing
la t na ?
Edit Layout NLD{"Savc Yisl”Savc ayout name
What does the user ayout’ ayout”
What feature wantto do with the Import User- Disabled) /" \Yes Disabled) No /Save Layond
phiderbt Based Layout Button Selected
ser &=y Changes to save Unsaved variant P—
with adequate of default layout? Import ontinue to:
0A-16 - . permissions? > sugA_Ec],w
oes the user want to
S et apply any changes? Does the user want
stom Sesed Modal N toimportan
Similarity Analysis o . §
v ity = available layout’
earch = >
Yes » Yes
>
-3 No
>
» C o v Export Continue to:
»| Custom y es
Is there an existing Sug,iﬂﬁ‘w
template selection? [ I/ -
No
What does the Which menu o
user want to do? Select Template Configure Template does the user Button Sclected
want to access?
E 2 g Use Main
7 S ‘ Use Command Menu i
S OE £ Shedke Configure » Command Menu
£ = Search Continue to:
What general Insert
How does the user want to menu f—— Sub-Flow
configure their search? command? 0A[5]
Continue to:
Use Sub-Menu Commands »
S g
What kind of search parameters (USe Sed“'h;" NOTE: Menu
does the user need? ommand Menu Commands are
contextual, and are
selectively available
I . depending in the -
What “Search’ highlighted/active options Continue to:
menu content.
- P> Sub-Flow
wner(s) 1P. Category Tags Authority More 0A[6]
0A-4 0A-5 0A-6 0A-8 0A-9
“Owner” “IPc” “Tag" ‘Authority”] “More"
Modal Modal Modal Modal Modal
—=/ —=/ = —=/ —=/
Continue to:
Tools
f—— Sub-Flow
OA[7]
Does the user apply
the search filter? Open Save Tag History Undo Redo Copy Paste
0A-19 0A-20 0A-21 V_0A-22 Contnoe o
Dewnioad® Account Info
Button Selected) P p— ———» Sub-Flow
na ”? 0A[8]
Modal Modal Modal LSRR
= =

Product Flows, Heuristic Analysis, & User-Interface Audits - \With a strategy in place, mapping out the application and its processes was the crucial first step for both

Confirm | OK

Sometimes we have "OK", other times we have the v button with the tooltip “Confirm” or with no tooltip (I
assume in situations with only one option). In all cases the meaning seems to be related if not the same.

All settings made in later steps will be reset.
Proceed?

\ Cancel | m

Do you wish to continue?

You have unsaved changes, are you sure you want to continue?

XAV

Rename?

This Saved Search might be referenced by other Saved Searches.
Continuing would have an impact on those references.

To avoid this you can:

« discard your changes
 save it with a new name

Only continue if you are sure.

Try again

This one is not a button, although it is clickable.

Service Unavailable

Dear User,
The PatentSight Bl is not available at the moment
We are trying our best to restore our service as soon as possible.

We apologize for any inconvenience caused

Your PatentSight Team

Try again

understanding the information architecture, and having an element inventory; a thorough heuristics analysis and Ul audit could be conducted so that elements could be standardized.
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Client: Lexis Nexis [P (4/7) Project Scope: UX Redesign Strategy & Product Optimization

Design

With our initial research completed and a UX
strateqy in place, | began scoping out the
production of a comprehensive Style Guide
that included key accessibility/localization
best practices.

Supplementary research was conducted to
produce sketches, wireframes, prototypes,
and a Style Guide document that would meet
the complex needs of the IP analytics
software family with an increasingly global
marketplace.

From here, my team worked closely with our
colleagues in development to build a quick-
access Design System to streamline future
coding workflows.

Deliverables Included:

* Accessibility & Localization Plan.
* Style Guide & Design System.
* Interactive Prototypes.

Level "AA" Compliance (Intermediate Accessibility)

Unlocking a Device by Performing Gestures on an Unlock Image I
Apple  J7SU-AOBNOMME: 200512122 775U -ROBNOREE: 2007/06/27

Content Considerations

Readability

s
I

e Font selection for all localizations (LOC-120).

T7IU—AVIN— (3453¢F)
pe am0EE

Color contrast is @ minimum of 4.5:1.

e Test design patterns using WebAIM (webaim.org).

Analysis Templates

U—-ANRT -5 R (SERE)

Consistent navigation.

e Primary Navigation.

HH

e Secondary Navigation.
e Footer.

zzzzzzz

W BRER
& 75-tERE A 125563

EEHET 7 TU—1 201112731 v

Code Considerations

Keyboard Navigation

e "Skip to Content” links.
e Consistent Tab Order for Nav/Screen elements.

Image Optimization

e "Alt" text for images.
e Check for text in images (LOC-122). b
e Ensure icon/text link pairing & localization (PS-7209). — ¢

Analysis Templates

&S v

Form/Settings Fields T (=

e |D/FOR Pairing.
e Semantic Structure.
e [nline Validation.

2007
UR—7 1 55— MER) v

= MATETU TR 7 30 ~71650R CETUTUS, HRSCA 81— —MEMAOT —F —3. IRFOUETS:
EFHET 7 SU- 201112181 ~

Status updates conveyed through ARIA o 75-reme

Accessibility & Localization - To successfully lay the groundwork for consistently optimizing LNIP products, clear
accessibility and localization targets were produced so that all design elements were flexible enough to meet the needs of
users across a broad spectrum of markets/abilities.
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Anchors @

Contained Content Areas and Subsections MODAL PLACEMENT

In this example, there are a mixture of contained content areas (3), (4), (5), and subsections without right and left borders (6), (7). In s A Anchor

the contained content areas, the original margins are maintained and the scrollbar is 10px from the right edge of the container.
Figure (5) is a unique case where we needed to create a dedicated area for the scrollbar since there are numerous full-width sections
within this container. We added  horizontal rule (8) separating the scrollbar from the content. As you can see, there s still a
consistent 20px margin between the content and the scrollbar area. Since the content areas within the subsections don't have left
and right borders, the scrollbars are right aligned with the right edge of the content area.

src/components/primitives/anchor/Anchor. tsx @

of tab-based modals,

PROPS & METHODS
Anchor example:

= ~ Link to Localhost
(@ PatentSigh Workbook ~  Import v Export v Insert v Options ~

VIEW CODE o

Result List Family of EP1964022.A1 et al

Buttons o
Button o)

src/components/primitives/button/Button.tsx ©

i @D Unlocking a Device by Performing Gestures on an
Select v Sorted By:FirstFling?. v Tag Patents Unlock Image

Selet

Modal Title

9

[] @ Mipoint Towchscreen

o st PROPS & METHODS
wome st
Aovle
Ovner & Dark Button examples:
@ MttpontTohsreen = = :
Towe ) (ouTadiiages 5 () pg O e " secmtayuten |
novle Aoplcants: o Rk, Chis Hemworth Dine Keaton St
AnD o
Tag e sk Family Members (3453) (i i Gitmbriesl SecondaryDark
Dt Procesing %) (o %) au Aovke ‘oocument e Pubtcaton ate
AND [] @ ot Tohscrsen o0 EP1964022A1  Unlckingadevie by performig.. 91212008 s m "
Fatent Numbegs £ Aovle EPIIBOZZAL  Unlocingadeviebyperfoming . 9/272008 InForce & (1)
EptrassanAs ) (USIOSEA X)) pgs - EP1964022A1  Unlocking a vk by performig.. 91212008 I e m
@ Mttpont Tohsrsen 01 P
AND Bl e et capcitve s o eond VIEW CODE 2
UN Sustainable Development Goals g e £
5509 s, Invaton and st X bl () @ utinTouchsreen o1 Legal Status Today o Light Button examples:
55 12 Responsble Consamoion and Profuction ) & iy e ACh O P B K b
AND [I——
[ ot Toochscrsen o 2 P T
Publication Date ~ e it camioe s pending Critical Light Small Primary Light Secondary Light
° novte et ‘ o
1968 202 Matipoint Touchscreen 2000 To present ent user-experience and prevent e of 60px (fromt N
Pt oy D i nain s vt st s 23 thesreen) shouldbeuse, The acual sice o themodacan Tertiary Light
- apie CPC  F-Term 4
12/31/1968 [ | | 10/05/2021 o i
Multipoint Touchscreen 2004 GO6F  3/017 GO6F  21/36 o
] B v S SRR Vi S A VIEW CODE &
AND o e oz nta
Joiza 57
Iodss3 25022 Settings
. ] % MoltpontTowcreen e
“~  SearchResults ek ol § et cpoctinseing . e X - .
D 2563 — General  Fanily Represenatives  ResultUist  Export o PPTX  Import Settings CloseButton a
] GO Muitipola Touchcrsen src/components/primitives/closeButton/CloseButton. tsx ©
Active Families: 6/12/2011 v/ L chpaneivaing » ansr e Prevew
[ e Luzaimbers SelNambers Curiory PROPS & METHODS
om0 ; [T — s s213500
- ‘Separate Fields using:
©oatest) O Peristy 05132020 1215M 10000000 42575 599999 Dark CloseButton examples:
o e Display Time as: 04212019 345AM 2000000000 100036 $1000000
© tzowceim O 24meanen
o102 soom o0 a9 sto0a00000 [}]
Modals vs Drop-down lists Numbers & Currncy —
. VIEW CODE &
Within modals, the margins should remain consistent around the content and the scrollbars. Within drop-down lists, we

use a smaller scrollbar component that is only 5px from the right edge of the DDL. There should be 10px between the
selected item and the scrollbar.

Light CloseButton examples:
B Autamsticaty St umberof Decinsts

. | <
Sorted By: Al

CurencyFormat
Owner ~ Ll

Aighabet A VIEW CODE o
- Aovie p
B Facebook
B Somang - -
u - IconButton o
e o src/components/primitives/iconButton/IconButton.tsx ©
= o
s | @

PROPS & METHODS

28 0wners o

IconButton examples: (This component is not finished, more properties should be added)

Style Guide & Design System - With accessibility and localization considerations in mind, the UX team build a highly-detailed Style Guide document to unify design patterns across
all IP applications; these design rules/patterns were then coded into a Design System to streamline ongoing development work.
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Client: Lexis Nexis [P (6/7) Project Scope: UX Redesign Strategy & Product Optimization

glidation with Results, 0A[12]-2

nnnnnnnn
| @
o~
Step 3: Field Size, 0A[12]-3 BTep 3; FIEld Size W Advanced Options, UALTZ]- Step 3. Field Size w/ Inline Notification, 0A[12]-3
i
i i
1 H [ |
e i L i L 1 i
| ® | @ | ® {
L) L3 L3
B s
-t P aeHALs i Orwerview of the Mg, oad
bt " Vi P ] Lo P e v
B
....... T [ ssumiairs | P [ i | -~ (o] e

Interactive Prototypes - Using Adobe XD to produce mockups and clickable prototypes, the UX team tested every revised layout and feature exhaustively to ensure that users
found the new designs understandable and easy-to-use; this was key to ensuring a better user-experience while aligning the product to overall LexisNexis brand standards.
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Testing & Validation ; s c ; ]
1 Priority Issue Name [+]1ssue Type [+|status [+]Issue Details
. . High Scrollbar Design Style Guide Element(s) Completed for Review Positioning of scrollbars is inconsistent acros
With a Large and diverse bOdy of users across Step 2: Validation 2 to right border, while some are pushed left
o . @ ooty ek s Result List Family of EP1964022.A1 et al. VD High Charts/Graphs Style Guide Element(s) Thumbnails that represent the new styling o
the globe, frequent usability-testing was a key T = e ‘ the followin:
@ Unlockinga device by performing Apple
activity for driving design success across « Patent Asset Index Trend (Charts).
g FJ :: « Portfolio Size Trend (Charts).
mULtlpl.e marketS * Quality vs. Quantity (Charts).
@ v * Relevance vs. Coverage (Charts).
* Corporate Portfolio Strength (Charts).
a a * PAI & Technology Share (Charts).
Once redesigned interfaces and new features — « Sunburst Chart (Charts).
. . am * Technology Matrix (Charts).
were tested, the UX team worked closely with o + brotected Authorites (Charts).
g g am * Value Distribution (Charts).
the broader product team to identify, « Expected Annunity Fees (Charts)
. e . * UN Sustainable Development Goals (Chart
prioritize, and address any issues that 3
High Date Range Slider Style Guide Element(s) Completed for Review This input needs to be redesigned to include|
presented themselves.
* Show current date when slider handle is u:
Stowhuitans © B m * Show accompanying fields for input of spe
. . * Use as a "playback" bar (i.e. showing spec|
Apart from helping the UX team to validate with ability to change range values as well
; ; e 4
d esl g nsan d featU reSI th ISWas ac rltl Ca l- Prototype C Feedback Medium  Alert Tab Icon Mockups Needed Mockups need to be produced showing:
shared activity that encouraged stakeholders, oo s g omasionsiut
d [ d b . t t t t t Design Labels Hosting Farmlet + Size Navigations RA Value Prop 5 .
eve O pe rSl a n SU Jec - m a er exper S o " dig ::.:, s.:::.l:.s infos u’:‘;“m‘:‘“ i High Alert Notifications Style Guide Element(s) Completed for Review Additional elements are needed to account
0 R _.9n8 _.n8 3 and n
buy-in to further UX initiatives. —— - = S
really s _ * In-context system messages (i.e. specific f
Illl;e;:its e ol 6 their own section.
2 High Input Elements (Alignment) Style Guide Element(s) Input elements need to be completed to incl
. * Alignment within surrounding layout.
De llve ra b le S I nc I_U d e d .  Consistent/additional styles for text inputs,
 Inclusion of additional elements for naviga
7 has navigation arrows & loading animaiton
an o o 8 Medium  "Select Patent Number" Modal Mockups Needed
° U Sa bl Uty'Te Stl n g . High Input Fields Style Guide Element(s) We need to provide the following:
(] Proce SS Feed ba C k  Text field sizes (i.e. standard, with icons,
* Text field styles (i.e. standard vs. login pag
a i B 8 * Elmination of opacity-based colours from
* Reﬁnement Prlorltlzatlon 9 * Integration of Date-Picker field(s) initially
10 |High Input Fields for Login Page Mockups Needed
"PatentSight" Logo Zeplin/Deliverable Issue Dev Team needs a finished SVG version of tl
11
"Product Menu" Icon Zeplin/Deliverable Issue Dev Team needs a finished SVG version of tl

Usability-Testing, Affinity Mapping, & Refinement Prioritization - After each round of usability-testing, issues were
categorized and prioritized for additional design refinements and testing; an added benefit of involving the core product team in
this effort was that it encouraged contributions from all team members, and fostered a sense of purpose and achievement.
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Client: Independent School Management (1/8) Project Scope: UX Strategy & Product Delivery
:3;'.::.."{ g -ip qm __:_"E_ i . - \,\ . ‘; J M:P"‘ ,;fw"--d 'T“:; ;.y | % : > —--—-—J' e g
280 e = I Y SRR T l ‘e Ny gEpmE = |
] & ! [hadas i g s i
e s ST b S [ T (T . = =3 o -—" .
Lo e [ — = = =i
g —~FEENEEN "lr';i .
oy —
,r
4/

EN l1 L

it

About the Project: My Role: Results:
November 2018 - June 2020 Initially brought on for a short-term consultation to help with  Ground-up redesign of flagship software; massively
Serving private and independent schools around the world UX Resefrcg & Dlscct)vegy, | was askec(jj to séay'on fof; nearly 2 |ncrease<-j Usabl-llt-y and decreased malntenan.ce costs..
for over 40 years, Independent School Management (ISM) years (o tead several subsequent product design efforts. * Streamlined digital Survey Product; 300% increase in
provides guidance and support that enables the best _ . o initial productivity (3 days to 1) & introduced new

: : : Working with in-house specialists, stakeholders, and a broad automated product offerinas
educational experience possible. : | built and tored  dedicated P gs.

drrdy OTUSErs, 1 bUItL and mentored severat dedicate * Content Strategy integration for Salesforce; created

product teams from scratch to perform in-depth research,

oroduct planning, and design unified data architecture across multiple departments.

Facing increased competition in several aspects of its
business, ISM was looking to re-invigorate their offerings
with fresh value while keeping a close eye on streamlining
their current operations.
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Resea (@ h & Strateqv The School's Go-To Activities (FAST Related): Behaviours; “Extend” Products & Services
==/ « Client on-boarding.  » Document verification. [ .
L d 2 + Client suppart. » Intarnal stafffuser management UNLIMITED SCALING LIMITED SCALING
y la « Bug reporting. Emotional & - Analyticol * “Industry” Articles * “Membership” Articles
R . + Email Newsletter - Books
The first stage of product planning took the , *Events
. . . The Family-Support Expert | Activities (FAST Related): Behaviours:
form of intensive discovery research « Techncal uppor o Fames, -
. . s Process Guidance, .
conducted over a 6-week period with users, Alexa emcto - s
StakehOLderS' and SUbJeCt matter experts The Operational Chief Activities (FAST Related): Behaviours:
(SM ES) . +Initial Setup +Initial Family Guidance. | “Exit” Products & Services
Llnda = Review Applications. = Family Communication. ot
+ Handling appeals & alternate funding. Ematianal ——_; - Analytical UNLIMITED SCALING LIMITED SCALING
» Creating "waivers™ g - -E ive Surveys + Evaluative Surveys (Custom)
From these ﬁndlngsl I was able to present a The Executive Leaders Actiuities (FAST Related): Behaviours:
clear picture of the current marketplace, how : . ORI e PR
) ] User Type: Tom & Clalre + Review Applications. « Generate Reports. ~
it was be|ng Served, and Where ISM had the » Budget Sources. » Raview Paramaters. Emotional ———————————{ - Analjtical
ability to deliver value in an unprecedented ’R"IT;;p ——— —
User Type: In’ 18 « Initial Setup « Initial Family Guidance. : _ 4 | [ » :
wa y ' + Review Applications. s Family Communication ~ Engage” Products & Services
— » Handling Appeals = Application Parameters. Emational g ~ Analytical UNLIMITED SCALING LIMITED SCALING
. i : 5 Job Title: static A mobile + FAST. + International Circle.
Once research was condensed into easy-to- 29 Role Type: 0 Goals (FAST Related): T * ScheduLogic. - Advisory Services.
reference deliverables, | guided the newly- R - St e _
. Primary Job Fo{ f E » Review & Refine Financial Aid Palicy,
formed team through the product planning fay | s | e
. . Student Joys (with Current FAST): Pain-Points {with Current FAST):
process to determine version release goals Account s E i e
» “Split"/Divarced parties infa is private. « Cluttered interface & lack of scaling far devices
i i Role Type: Dperaf] User Type: School- » Ability to customize application paramaters. « Searching “could be battar” “ )
and settl mefra mes for Completlon 0 L « Anility to add family members to application. + Experting can be “tightenad up®. Entry” Products & Services
i - - UNLIMITED SCALING LIMITED SCALING
ism School Size: Large| 100 Titles Chief Finar Devices Used; v .
» « Generative Surveys (Standard) « Generative Surveys (Custom)
Multi-Schaol: ves | Role Type: Executiv . Q @ + Consultancy Services
. User Type: School-Based
Deliverables Included:
. School Size: Large | Lavge Farmat T/ Dresktop/Laptop Smartphone
I'sm Multi-School: Yes Job Title: Director of Advancement » Used for rmrmwlmg » Performs most tasks on this » Typically used n.n—thp—rnud‘ or
applications & overall data, platform. on off-site enviraonments.
. Role Type: Executive/Operational « Tynicalh ¥ » L it tors = Waould like to be able to look-
» UX Discovery Research Reports & Typkalyusadto present o8 Rt ub pindngapplcatins,
Presentation. . School Size:Smal - Medum (100 -Gog) | Summen: “Enticement” Products & Services
. lsm Jim is a smart, hard-warking individual that has his hands in every stage of the Financial Aid process. Building
° D eta i [ed Pe rsonas Multi-School: Mo the application from established parameters, guiding families through the process, and reviewing indwidual UNLIMITED SCALING LIMITED SCALING
. applications, lim is part of a small executive team that continually refines and improves how financial aid + “Industry” Articles + “Membership” Articles
works in his school. .
L4 U se r-Sto ry M a p & D e I_|Ve ry P I_a N Although the process basically works well, Jim is frustrated by the inability of FAST to be accessessed on Emall Newsietter . gf,’:,':fs
° mabile devices. Being the key financial aid person at his schoal, coupled with being on the road frequentiy, Jim
”V t l-” A L . ‘wiould like the ability to access his financial aid system anywhere so that he can respond quickly to changing
¢ ertica na yS|S~ ism Proto-Perspna | Sremstances.

* Technical Specifications.
Personas & “Vertical Integration” Analysis - In addition to specific project deliverables, an on-going analysis of ISM’s market
“vertical” was produced to elicit stakeholder feedback, keep project teams aware of how their work tied in to other areas of the
company, and help direct limited resources to where they could be most profitably used.
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Introduction Lead-Up
#5 (Primary Workflow) #1 (Primary Workflow) #6 (Primary Workflow)  #11 (Secondary Workflow) #9 (Secondary Workfiow) #10 (Secondary Workflow)

Account

Report Delivery & Follow-Up

Communications & Setup

Deployment & Results

1st Tier Features
(Must-Haves)

Version 5.0 Target Release

P (5 e [ i

User-Story Maps & Process-Flows - For purely digital products we were able to chart our content & functional requirements across a shared user-story map, while for more
complex multi-touchpoint solutions we would use broad process flows to understand the components and their interactions before moving on to the specifics.
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Desi an =

Once research and product planning were

completed, we determined the optimal UX

strategic approach for each project and began

the process of gearing-up each team to work e
co-operatively according to that strategy.

Ragorting

A wide range of deliverables, including
wireframes, interactive demos/prototypes,
and a comprehensive style guide were
produced and shared with stakeholders so
that they could stay abreast of our progress.

nnnnn

User-Flow: Family Sign-In (0A) User-Flow: Family Sign-Up (0B) User-Flow: Family Access Restoration (0C)
START ,,

START START

Homepage —>| sign-in {/ Family T

Deliverables Included: o

sign-in
o -

* Information Architecture & User-Flows.
* Wireframes.

* Interactive Prototypes.

* Live Demos.

3rd Party CSR

Information Architecture & User-Flows - Card-sorting was used with each general type of user (i.e. parents/students,
educators, support staff, etc.) to design a unified information architecture. From there we could chart a user's likely path
through the application, and populate each step with the needed content/functionality.
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Client: Independent School Management (5/8)

Project Scope:

UX Strategy & Product Delivery

IFAST Aid [\ |5 | FAST Aid

My Applications My Account Getting Help -

[ | FAST Aid

Hello, User Name - ‘

Welcome to yolr app\icaﬁon 3 = .

My Applications
Please use the tabs below to review

your submitted, saved, and past
financial aid applications.

To view more details for any specific
application, please click on that entry.

dashboard. = T~

Start a New Application

System
Status

Privacy
& Terms

Contact

Us

D 2019 independent School Managemeat Inc.

Submitted | Saved | Pa:
Name Created / ~ Tax . .
Submitted  Status My Applications
Our Lady of Dec. 21, N
Perpetual 2015/ A
Tension Dec. 21
(Student 2015 Not
ame, Received
Stuclent "
Name 2/
ool Submitted
Name) |
[
Name
Hogwarts Dec. 19 .
(Student 2015/
ome ec. 19, 5 5 Our Lady of Perpetual Tension
Hufflepuff) 2015 ;;:‘;;g = (Student Name / Early Childhood)
Verification

Jedi Nov. 21
Academy 2015 / Hogwarts
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Wireframes, Responsive Prototypes, & Live Demos - After rough sketches were reviewed by the team, refined wireframes were produced and turned into interactive prototypes

for usability-testing. For multi-touchpoint solutions, we used live demonstrations to show stakeholders each iteration of the project in action.
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Client: Independent School Management (6/8)

Project Scope: UX Strategy & Product Delivery
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Living Style Guide & Design System - As design work progressed, interface components were standardized and updated through a comprehensive Style Guide, which
became the basis of a readily-accessible Design System that we used the “Pattern Lab” framework to build. This greatly accelerated work on subsequent projects.
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Client: Independent School Management (7/8)

Project Scope: UX Strategy & Product Delivery
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Financial Aid, Made Easy

Welcome to FAST! We make financial aid easy by streamlining the process for schools, and the families
they serve.

Our dedicated web application makes setting up and overseeing the financial aid process easy for schools,
and creates a quick and painless experience for families.

Families ] Schools
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Please enter your login information below to access the FAST financial aid system for families.

Log In Now
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Create an Account
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" How FAST Works } " About ISM
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schools and families to manage the complexities
of tuition-based financial aid, enabling more
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need.
Learn More about FAST

tools, and software to organizations around the
world for over 40 years.

Visit Our Website

school-based management strategies, insurance,
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Getting Help
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Y p——
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organized with these short interactive tours.

Choose between a full tour of FAST, or get
better acquainted with a specific section of
the software.

Need more in-depth information about
working with FAST?

Go here to learn the various techniques and
strategies for getting the most out of FAST
for your school.

Go to Videos

tContact Us

Need our help while working with something
within FAST?

Select this option to contact us with FAST-
related questions, issues, or feedback.

Reach Out Now

System Status Privacy & Terms Contact Us
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aid process.
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Branded Comps & Layouts - Before being passed off to the Development Team for production, finalized layouts (and any dependent states for those
layouts) were produced and shared to minimize scope drift and avoid potential rework.
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Client: Independent School Management (8/8)

Project Scope: UX Strategy & Product Delivery

Testing & Validation

With each of our projects needing to reach a
high bar for success, usability-testing and
product validation was key.

Utilizing storyboards, interactive demos, and

prototypes, we were able to gather invaluable
feedback from users before finalizing designs

that were handed-off to our development
partners.

Deliverables Included:

* Usability-Testing.
* Process Feedback.
* Project Reviews with Stakeholders.
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Need for clearer differentiation between Bins &
Tags.
* Bins are used to store a broad category of applications (i.e.

incomplete, pending, approved, etc.), and can be partially
customized.

» Tags are used to convey more granular attributes (i.e."Check Up
Later”,"More Info Needed", etc), and are fully customizable by users.

"At first | was a bit confused why I'd need to organize
applications more than once...but now that | see how it
works, keeping track of so many different applications will

be so much easier.”

Recommendations

- Establish the difference between Bins & Tags early on in the visual
hierarchy of the User-Interface, and keep this hierarchy consistent
throughout this (and future) software products.

= Plan for future educations resources to highlight and explain this set of
features.
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Incomplete Applications
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An operations-level user moving through the prototype interface to view applications at different stages of completeness.

Usability-Testing & Stakeholder Reports - Each design stage in our “agile” process was rigorously tested with users, with
the resulting feedback being the basis for redesigns and comprehensive monthly progress updates for stakeholders.
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Thank you for your interest.

If you'd like me to help with your next project, or have any questions
about my work, experience, or accomplishments, feel free to get in
touch.

O

][m www.linkedin.com/in/david-service

david.service@icloud.com

215-421-6522

www.davidserviceux.com

Is your PDF reader having trouble following the links? Downloading the latest
Adobe Acrobat Reader should help.
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